1. Introduction {#SEC1}
===============

Outsourcing has become a commonly adopted strategy in the hotel industry as managers attempt to squeeze operating costs in a tough business environment. Outsourcing by hotels is a growing trend in China. The purpose of such a strategy is to improve productivity, increase revenues, lower operating costs, and reduce risks.

The hotel industry in China has been growing enormously since Deng Xiao-Ping introduced the open-door policy in 1978. This resulted in the recognition by the Chinese government of the economic importance of tourism. Other large events such as China\'s accession to the World Trade Organization in 2001, the 2008 Olympic Games and the 2010 World Expo to be held in Beijing and Shanghai, respectively, project an image of potential to hotel investors. However, the hotel industry is not as promising as hotel investors may expect. First, the supply of hotel rooms has increased exponentially due to the lack of long-term plans on hotel development in most tourist attractions ([@BIB25]). Second, many hotels in China are run by the management of individual hotels, not international hotel chains. Therefore, they do not enjoy a prestigious brand name, an efficient reservation system and economies of scale, such as centralized advertising. For example, hotels in Shanghai are faced with an enormously competitive environment. Given the depression in the real estate market, many real estate developers have changed their original development plans for building offices, apartments and villas into building hotels. And numerous guesthouses and large-scale training centres were reconstructed to become hotels. This means there is presently an imbalance between supply and demand. Consequently the profit margins of hotels, particularly four and five-star hotels have dropped significantly. In responding to these challenges, some hotels have attempted to adopt a range of strategies to sustain competitiveness, such as reducing operating expenditures by downsizing and laying off employees. Others are attempting to develop strategic relationships with external agents that have the necessary expertise to operate certain functions through franchising, contracting out or by leasing arrangements.

Outsourcing is not always successful in China\'s hotels. There have been instances where the outsourced function failed or where the mutual agreement between the hotel and the agent was terminated within a short time. However, outsourcing remains popular in China. Hotel managers are trying to learn from each other how to outsource hotel functions to outside experts, even though they do not necessarily fully understand the strategy. If they fail to adopt this strategy, they will be considered or perceive themselves as laggards and will lose "face" in front of others.

There are few research studies that consider outsourcing in China. Although some studies address outsourcing (e.g., [@BIB21]; [@BIB26]; [@BIB12]; [@BIB28]; [@BIB23]; [@BIB22]), they rarely do so in relation to hotels in China. Therefore, the significance of this study is to identify outsourcing strategy as perceived by hotel managers in Shanghai. The objectives were fourfold:1.to investigate the perceptions of managers about the purposes of outsourcing;2.to investigate factors preventing hotels from using outsourcing;3.to identify the determinant factors in the adoption of an outsourcing strategy; and4.to identify the relationship between the determinant factors and the types of hotel ownership and the job levels of managers.

2. Study background {#SEC2}
===================

Outsourcing refers to a management pattern where a hotel combines and utilizes the specialized resources of outside agents. It can be considered a form of predetermined external provision with another enterprise for the delivery of goods and/or services that would previously have been offered in-house ([@BIB11]; [@BIB10]; [@BIB24]; [@BIB14]). Outsourcing may be a result of market competition, with enterprises aiming to obtain selected goods and services from an outside organization to become cost-effective ([@BIB13]). In this study hotel outsourcing is defined as a management strategy in which a hotel utilizes a specialized outsourcing supplier, forming strategic alliances with it to have the supplier operate certain hotel functions, in an attempt to reduce costs and risks and improve efficiency. This allows the hotel to focus efforts on its core competency and strengthen its ability to adapt in the ever-changing business environment.

Outsourcing has been in a continuous use in numerous industry sectors in China since it gained impetus in the latter half of the 1980s in the emerging service sector ([@BIB39]; [@BIB29]; [@BIB30]; [@BIB9]; [@BIB2]). The main operational functions to be outsourced are normally related to accounting, maintenance, security, promotion and storage ([@BIB6]). Previous studies have shown that the decision of "make-or-buy" or "in-source versus out-source" is related to organizational behaviour ([@BIB27]; [@BIB11]; [@BIB38]; [@BIB1]; [@BIB8]; [@BIB19]), and transactional cost economics ([@BIB3]; [@BIB4]; [@BIB31]).

[@BIB33] argued that few organizations treated outsourcing as a strategy for long-term development. [@BIB15] had a similar opinion and commented that outsourcing does not always involve a real strategic long-term approach to management. On the contrary, Lonsdale and Cox stated that many used it for reducing short-term operating costs. However, some studies have found that contrary to expectations, outsourcing does not actually decrease costs and in some cases, it increases costs ([@BIB18]; [@BIB10]). In China the business environment for hotels is enormously competitive. To survive hotels have to think strategically in terms of lifting productivity, improving the bottom line and satisfying hotel guests. Unfortunately there is a serious lack of know-how among hotel managers. Contracting out certain hotel functions to external experts can be a way to achieve such goals. Yet, the hotel managers are generally shortsighted, hoping that the experts can share the costs and management risks, and generate profits for the hotels in a short period of time. Some scholars argue that outsourcing is more than cost cutting. [@BIB37] argued that outsourcing is where an organization and an outsourcing expert put their limited resources into the most important project, and each side makes great efforts to utilize its strength to obtain a win--win result.

When an organization determines to outsource some of its operations, this often involves reductions in personnel ([@BIB7]), and redundancies and layoffs ([@BIB34]). Such initiatives usually generate internal fear and employee resistance ([@BIB10]) as job security is jeopardized. And, the existing organizational culture is disturbed when an external outsourcing agent enters the hotel ([@BIB21]). Thus it will affect collaboration between the hotel and the agent when the respective cultures are not compatible to achieving their objectives ([@BIB16]). Such cultural clashes are usually regarded as a factor contributing to the failure of outsourcing. [@BIB41] states that Chinese organizational culture is power-driven and emphasizes emotions, relationships and harmonious working conditions. This is distinguished from Western organization culture which he sees as putting more weight on mutual respect and the actual performance of individual entities. A successful outsourcing supplier is likely to be one that can adapt to Chinese organizational culture.

In China, as a result of the legacy of the traditional "iron rice bowl" system and of the changes brought about by the open-door policies, different types of hotel ownership exist. They can be categorized as follows: state-owned, collectively owned, shareholding ventures, Sino-foreign joint ventures and wholly foreign-owned enterprises. According to [@BIB20] state-owned enterprises are publicly owned in the sense that the manufactured products are totally owned by the workers. Collective-owned enterprises are similar to state-owned ones except that the ownership of the enterprise and its products are owned by certain groups of workers, but not all. Shareholding enterprises, as the name depicts, are owned by shareholders who are responsible for their own profits and losses. Sino-foreign joint ventures are co-invested and co-managed by the Chinese and the foreign parties that jointly share the profits and losses. The last type of hotel ownership is the wholly foreign-owned. These enterprises are wholly invested in and independently managed by the foreign investor. It may be reasonably assumed that the disparity of hotel ownership types, business missions and objectives normally leads to different perceptions towards the adoption of an outsourcing strategy. Some people may focus on contractual prices while others emphasize the quality of production and services delivered by outsourcing suppliers.

3. Methodology {#SEC3}
==============

3.1. Samples and procedures
---------------------------

The sampling frames of this study consist of four and five-star hotels in Shanghai. There were 38 four and five-star hotels in Shanghai in 2001 ([@BIB40]). The sample population was the departmental managers and senior executives of all of these hotels. In stage one invitation letters were sent to the human resources managers of the hotels inviting them to participate in the survey. The letter indicated that all departmental managers and senior executives would be invited to complete a self-administered questionnaire. Thirty-one of the hotels accepted the invitation. In view of the practical difficulties of employing a systematic random sampling technique in choosing the target samples, a non-probability convenience sampling method was used. In stage two a briefing session about the objectives of the survey, collection procedures and confidentiality of the information was given to the responsible persons designated by the human resources managers. In stage three the human resources manager of each hotel helped collect the completed questionnaires and returned them to the authors.

3.2. Instrument
---------------

The questionnaire consisted of three sections. [Section 1](#SEC1){ref-type="sec"} comprised 46 statements of investigating factors affecting the adoption of outsourcing. This section was divided into four sub-sections that measured the respondents' understanding of outsourcing, reasons for adopting or avoiding it, and factors to be considered when implementing it. [Section 2](#SEC2){ref-type="sec"} gathered the respondents' demographic data as well as data about the hotels, such as type of hotel ownership, number of hotel rooms, etc. [Section 3](#SEC3){ref-type="sec"} consisted of eight open-ended questions assessing the respondents' opinions and comments about the outsourcing strategy.

Based on an extensive review of the literature a draft of the questionnaire was prepared. As the target samples were Chinese the survey instrument was translated into Chinese using a blind translation-back-translation method as described by [@BIB5], followed by focus group interviews with the hotel managers in Shanghai. The latter was used to improve the validity and reliability of the measuring instrument. For example, the two items of "reducing business risk" and "raising the ratio of resources utilization" were added, and three of the original items in [Section 1](#SEC1){ref-type="sec"} were deleted because of possible ambiguous meaning to the respondents. The revised questionnaire was used in a pilot test with 19 hotel managers. The reliability coefficients (Cronbach\'s alpha) for the questionnaire constructs ranged from 0.72 to 0.75, which were close to or exceeded the recommended significant level of 0.70 ([@BIB35]).

3.3. Measures
-------------

*Section one---Hotel outsourcing*: The four constructs measuring hotel outsourcing were based on the studies by [@BIB29], [@BIB10], and [@BIB21]. Altogether there were 31 attributes and the response format for each attribute was a seven-point Likert scale ranging from *strongly disagree* (1) to *strongly agree* (7). The four constructs were as follows:•*Meanings of outsourcing*: There were five attributes in this construct. An example of the attributes is "*Outsourcing means the downsizing of a hotel\'s organizational structure".* The coefficient alpha obtained for this construct was 0.71.•*Reasons for adopting outsourcing*: This construct is comprised of nine attributes. A representative item is *"A hotel using an outsourcing supplier does so to reduce costs".* The coefficient alpha obtained for this construct was 0.72.•*Reasons for avoiding outsourcing*: There were six attributes in this construct. An example of the attributes is "A hotel does not use an outsourcing supplier because it is difficult to identify a reliable supplier in the market". The coefficient alpha obtained for this construct was 0.75.•*Outsourcing supplier*: There were 11 attributes assessing the factors to be considered when choosing an outsourcing supplier. A representative item is "*One of the factors to be considered is the reputation of the outsourcing supplier".* The coefficient alpha obtained for this construct was 0.71.

*Section two---Demographic characteristics*: Personal data such as types of hotel ownership, gender, job position and year of service were requested in this section.

3.4. Analytical method
----------------------

A scale reliability analysis was used to measure the internal consistency of each construct and the Cronbach\'s alpha was set at 0.70 ([@BIB36]). The respondents' opinions about the outsourcing project implemented in their hotels were analysed based on frequency tabulations. Although frequency analysis cannot be generalized to a large population, it does provide some basic information and some directions for further analysis ([@BIB32]). A One-way Analysis of Variance (ANOVA) and an Independent-samples *T*-test were used to assess for significant differences in the seven outsourcing adoption factors among types of hotel ownership and demographic variables. Duncan\'s Multiple-Range ([@BIB17]) test was used to uncover outstanding groups for the nature of each hotel type and demographic item. A principal component analysis with VARIMAX rotation was used to extract factors that attempted to reduce the number of original variables to a smaller set of uncorrelated variables for subsequent analysis. The VARIMAX proved to be very successful as an analytical approach to obtaining an orthogonal rotation of factors ([@BIB17]). Factor loadings greater than 0.50 were considered significant in the study. A series of Analysis of Variance (ANOVA) was conducted to investigate the statistical significance of differences between the extracted factors related to outsourcing and types of hotel ownership and the respondents' demographic characteristics. The significant correlation was set at a *p*-level less than 0.05 ([@BIB17]).

4. Findings
===========

Two hundred and ten self-administered questionnaires were distributed to the target sample through the human resources manager of each participating hotel. The returned questionnaires numbered 172, accounting for a response rate of 81.9%. Eight questionnaires were discarded because of missing data or ambiguous answers. A total of 164 questionnaires were used for the study. Divisional managers, directors of executive offices, and assistants to the general manager dominated the sample, accounting for 64.6%, followed by departmental managers at 26.3%. Thirty-two (19.5%) respondents had more than 10 years of service in hotels while 52 (31.7%) had 5--10 years of service. Male respondents accounted for 61.6% versus 38.4% for female respondents. Thirty-eight (23.2%) respondents were from state-owned hotels, 30 (18.3%) from joint-venture hotels, and 26 from collectively owned hotels ([Table 1](#TBL1){ref-type="table"} ).Table 1Profile of the respondents (*n*=164)VariableFrequencyPercentage (%)*Position*General Manager/Deputy General Manager159.1Divisional Manager/Director of Executive Office/Assistant to General Manager10664.6Departmental Manager4326.3*Years of service*More than 10 years3219.55--10 years5231.75 or less than 5 years8048.8*Gender*Male10161.6Female6338.4*Types of hotel ownership*State-owned3823.2Joint-venture3018.3Wholly foreign-owned148.5Shareholding2414.6Collectively owned2615.9Others[a](#TBLFN1A){ref-type="table-fn"}3219.5[^1]

When respondents were asked to rank the purposes of hotel outsourcing, the results as depicted in [Table 2](#TBL2){ref-type="table"} revealed that they expected that external outsourcing suppliers would be able to help reduce risk of business failure (*m*=5.88) because the suppliers were supposed to be experts in the outsourcing function and able to operate it successfully. Furthermore, if a hotel function was outsourced to a supplier, respondents believed that the hotel could better utilize the resources previously devoted to that function in other operations (*m*=5.77), and the supplier could generate more revenues for the hotel (*m*=5.64). It seemed that technology was not greatly demanded of outsourcing suppliers from hotel operations. Normally, if hotels intended to introduce technology to support a production or service, they would approach technology consultants who have genuine specialist knowledge in this area rather than outsource to a supplier. Therefore, it was not surprising to find that "utilizing the advanced production technology technique provided by outsourcing supplier" (*m*=4.77) was ranked the lowest in this study.Table 2Purposes of outsourcing (*n*=164)Purposes of outsourcingMeanRanking[a](#TBLFN2A){ref-type="table-fn"}Standard deviation1. Reducing risk of business failure5.8810.972. Allowing hotel to better utilize internal resources5.7721.083. Generate more revenues5.6431.274. Reducing operating costs5.3241.505. Using the well-known brand name of the outsourcing supplier5.1851.256. Utilizing the management expertise provided by the outsourcing supplier5.0461.267. Using the outsourcing supplier to develop new markets4.9671.428. Using the outsourcing supplier's expertise to meet challenges of hotel globalization4.7981.539. Utilizing the advanced production technique provided by the outsourcing supplier4.7791.48[^2]

[Table 3](#TBL3){ref-type="table"} describes the factors preventing hotels from using outsourcing suppliers. It was found that respondents were most concerned about the incomplete laws for protecting hotels if the outsourcing suppliers failed to fulfill their duties (*m*=4.99), followed by the lack of reliable outsourcing suppliers in the market (*m*=4.74). Lacking experience (*m*=4.65) and understanding of outsourcing (*m*=4.58) were other important hindrances to adoption of outsourcing. In fact, outsourcing is a new concept for hotels in China nowadays. It is uncommon for hotels, particularly the state-owned type, to consider outsourcing part of their hotel functions to external providers. There are two possible reasons. First, labour costs are perceived to be low in China when compared to those in developed countries or regions. Hotel management may have rarely thought of relying on outsourcing suppliers to run the business for them for cost-saving purposes. Second, outsourcing seems to be impossible in state-owned hotels where employees are protected by the "iron rice bowl" employment system. Given the system, employees are assigned to hotels by the state. This promises permanent employment, and job security. The recruitment, allocation to firms, issue of employment permits, and transferal or dismissal of employees under the "iron rice bowl" system are all subject to official approval of the state personnel departments ([@BIB42]). Thus, outsourcing is not commonly adopted by hotels in China where laying off employees is still very difficult.Table 3Factors preventing hotels from using outsourcing suppliers (*n*=164)Preventing factorsMean[a](#TBLFN3A){ref-type="table-fn"}RankingStandard deviation1. Incomplete laws to protect hotels if outsourcing suppliers fail to fulfill duties4.9911.152. Difficult to identify reliable outsourcing suppliers in the market4.7421.263. Lack of experience in monitoring outsourcing suppliers4.6531.214. Lack of understanding of outsourcing4.5841.325. Risks of laying off employees and causing instability in society4.1351.406. Worrying about losing entire control over the outsourced functions4.0361.38[^3]

A principal component analysis followed by a VARIMAX rotation was used to reduce the 25 outsourcing adoption attributes to a smaller set of uncorrelated factors. Factor loadings greater than 0.50 and eigenvalues of more than 1 were considered to be significant in this study. Based on respondents' answers to the questionnaire, the seven outsourcing adoption factors extracted were *Costs* (5 items), *Supplier\'s Performance* (5 items), *Outsourcing Risks* (5 items), *Supplier Brand Name and Capability* (3 items), *Contractual Price and Duration* (2 items), *Corporate Culture* (3 items), and *Revenue and Resource Redistribution* (2 items). The cumulative percentage of the total variance extracted by the seven factors was 67.15 per cent. The Cronbach\'s alpha of the total scale was 0.80. Based on the eigenvalues, the most likely factor to be considered in adopting outsourcing was *Costs*, and the least likely was *Revenue and Resources Redistribution* ([Table 4](#TBL4){ref-type="table"} ).Table 4Principal component and VARIMAX factor analysis for job attributesOutsourcing adoption factorsFactor loadingsEigenvalue% of varianceCumulative %Reliability α*F1: Costs*4.85612.57212.5720.8046Reducing operating costs0.857Reducing costs0.769Downsizing the organizational structure0.728Contracting-out decision0.683Utilizing supplier\'s advanced techniques0.589*F2: Supplier\'s performance*3.12212.00724.5790.7941Past performance of the outsourcing suppliers0.844The service level and well-defined standard provided by the outsourcing suppliers0.820Reputation and ability of the supplier0.665The mechanism for continuous improvement defined in the contract and agreement0.619Outsourcing supplier being able to respond promptly to the Hotel\'s inquiries0.516*F3: Outsourcing risks*2.57310.71635.2950.7512Inadequate experience in monitoring outsourcing supplier0.772Difficult to identify a reliable outsourcing supplier in the market0.708Incomplete laws for protecting the Hotel when outsourcing suppliers are used0.681Concerned about over reliance on supplier0.666A possible but undesirable risk of terminating employees0.666*F4: Supplier's brand name and capability*2.0818.97444.2690.7203Utilizing the recognized brand name of the outsourcing supplier0.824Developing new markets0.777Utilizing the advanced management expertise provided by the outsourcing supplier0.666*F5: Contractual price and duration*1.4948.29952.5680.6665The low price/fees charged by the suppliers0.761Contractual duration offered by the supplier0.609*F6: Corporate culture*1.4477.85660.4240.6054A foundation of compatible organizational culture established between a Hotel and its supplier0.693The cultural differences between the Hotel and outsourcing supplier0.665Meeting the challenge of IT development0.656*F 7: Revenue and resource redistribution*1.2156.72467.1480.6078Maximizing revenue0.817Redistribution of resources0.773Total variance explained67.148Total scale reliability0.8044

One-way ANOVAs and a Duncan\'s test were used to examine the relationship between the outsourcing adoption factors and hotels' ownership status and respondents' demographic characteristics. As shown in [Table 5](#TBL5){ref-type="table"} , two significant results were found. First, the factors of contractual price and contract duration were significantly related to the ownership status of a hotel. Shareholding hotels were more concerned about contractual prices and contract duration than were state-owned and collectively owned hotels. The result can be explained by the fact that in China, shareholding hotels, unlike the latter two types of hotel ownership, do not receive any subsidies or support from the government in the case of deficits in the balance sheet leading to possible business failure. Therefore, costs and incurring risks were the most important areas of concern if outsourcing was adopted. Second, state-owned, collectively owned, and shareholding hotels would place more emphasis on whether their corporate culture supported the smooth adoption of outsourcing than would wholly foreign-owned hotels. [@BIB41] stated that traditional Chinese corporate culture emphasizes power, authority, stability, and relationships among employees. However, transferring management power and authority from a hotel to an external outsourcing supplier may imply that some *unfavorable* measures such as lay-offs, early retirement, and reallocation of manpower that may deteriorate the corporate culture may go along with the outsourcing. Therefore, these three types of hotel ownership as dominated by Chinese management rated corporate culture a higher degree of concern.Table 5Analysis of the impact of hotel ownership on factors in adopting outsourcingState-owned (*n*=38) (a)Joint venture (*n*=30) (b)Wholly foreign-owned (*n*=14) (c)Shareholding (*n*=24) (d)Collectively owned (*n*=26) (e)Others[a](#TBLFN5A){ref-type="table-fn"} (*n*=32) (f)FSig. (*p*)Sig. diff. between groups (Duncan)Costs4.995.555.575.005.055.331.500.206---Supplier\'s performance5.335.055.294.915.255.461.450.208---Outsourcing risks4.394.534.594.884.254.511.390.231---Supplier's brand name and capability5.185.034.485.264.705.332.250.052---Contractual price and contract duration4.454.874.865.505.104.723.670.004[b](#TBLFN5B){ref-type="table-fn"}d\>e, aCorporate culture5.034.784.455.405.305.032.370.042[b](#TBLFN5B){ref-type="table-fn"}d, e, a\>cRevenue and resource redistribution5.845.735.436.005.465.631.130.345---[^4][^5][^6]

Results of additional ANOVA analysis were depicted in [Table 6](#TBL6){ref-type="table"} . It was found that senior managers (i.e., level of divisional manager or above) would consider more seriously the supplier\'s past performance, brand name and capability than would departmental managers when outsourcing suppliers were chosen. Possibly, there was a difference in perception on outsourcing strategy between senior managers and departmental managers. It appeared that senior managers were more aware of the long-term strategic purpose of outsourcing and the long-term strategic factors such as suppliers' capability in delivering quality service, maintaining service standards, and developing new markets in the long run. Such different perceptions should be handled carefully to ensure that a common goal is reached. Otherwise, conflicts between these two groups of managers may arise.Table 6Analysis of respondent positions on factors in adopting hotel outsourcingGeneral Manager /Assistant General Manager (*n*=15) (a)Divisional Manager/Director of Executive/Assistant to General Manager (*n*=106) (b)Departmental Manager (*n*=43) (c)FSig. (*p*)Sig. diff. between Groups (Duncan)Costs5.335.285.030.820.444---Supplier\'s performance5.685.304.876.080.003[a](#TBLFN6A){ref-type="table-fn"}a, b\>cOutsourcing risks4.954.424.572.410.093---Supplier's brand name and capability5.585.174.616.720.002[a](#TBLFN6A){ref-type="table-fn"}a, b\>cContractual price and contract duration5.104.475.102.30.102---Corporate culture5.085.074.910.430.651---Revenue and resource redistribution6.005.735.551.230.294---[^7][^8]

5. Conclusion and implications
==============================

This paper examined the outsourcing strategy as perceived by hotel managers in Shanghai, and investigated the relationship between determinant factors in adoption of an outsourcing strategy and types of hotel ownership and job levels of the managers. The findings of this study indicated that external outsourcing suppliers were expected to help hotels reduce the risk of business failure. The incompleteness of laws to protect hotel investors when business conflicts occur between hotels and outsourcing suppliers, and the incompatibility of corporate cultures between hotels dominated by Chinese managers and outsourcing suppliers were a hindrance to the adoption of a successful outsourcing strategy. Furthermore, shareholding hotels were found to be more concerned about contractual prices and contract duration than state-owned and collectively owned hotels. Senior hotel managers were also more aware of the long-term strategic purpose of outsourcing.

Adoption of outsourcing may help realize a hotel\'s short-term goals of reducing costs and improving financial gains. However, outsourcing usually incurs redundancy of employees or reallocation of internal resources that may lead to high employee turnover, poor morale, and low productivity in the mid-term period. In the long run, the hotel industry in China may be affected since the outsourcing industry is expected to grow exponentially in the future. Hotel talents and specialists will then be drawn from hotels to outsourcing suppliers. Having said that, the expanding hotel market has become very competitive in China nowadays. The unforeseen severe acute respiratory syndrome (SARS) breaking out in Asia in early 2003 has forced the hotel management to focus on every possible short-term cost saving strategy immediately. Thus, it is expected that outsourcing activity will gradually become popular among hotels in China. Meanwhile, increasing demands for outsourcing will urge the Chinese government to introduce complete laws to protect all parties involved in outsourcing activities in the future.

Based on this study, a number of implications can be drawn from the findings:•To be successful in outsourcing, managers should adopt cross-cultural management approaches. Since outsourcing involves external suppliers helping to operate certain functions of the hotel, the corporate cultures of the hotel and the supplier may be incompatible because of different business missions, objectives, and strategies between the two parties. Therefore, cultural conflicts may occur to weaken their relationship. Two-way communication should be strengthened between the hotel and the supplier to improve mutual understanding and develop a relationship of trust. Regular meetings should be held, and formal and informal gatherings can be organized. All problems, opinions, comments, suggestions, and even compliments should be addressed openly and frankly between the two parties. This will help to resolve possible hidden problems, if any, in a timely manner, before they erupt into conflict.•Senior management should try to get departmental managers involved in the whole process of implementing outsourcing, from the planning to controlling stages. Involvement may help the managers understand the strategic purpose and mechanism of outsourcing, and allow them to work together to monitor the exercise of outsourcing.•The outsourcing market is immature, indicating that there are few quality outsourcing suppliers in China at the moment. Hotel management had difficulty identifying reliable and capable suppliers. Yet, it is important that hotel management should consider the supplier's expertise, past performance, and company culture and values. The senior management of a hotel should make site visits to other hotels where the supplier is operating to gather background information for consideration. Word-of-mouth and website searches are other means of collecting more information about the potential suppliers.•In this study, it was found that managers lack understanding about outsourcing. However, it is important that not only hotel managers, but also every junior employee be aware of the objectives of outsourcing and other relevant information such as the implementing process, possible arrangements for laid-off and remaining employees, the changing roles and responsibilities of hotel employees, and the background of the outsourcing supplier. Training is one means to achieve this purpose.•A committee consisting of the hotel managers should be formed to help monitor the outsourcing process. This committee will serve as a central point between the hotel management and the supplier. The committee members should be responsible for handling the partnership, evaluating the supplier's performance, investigating service quality and guest satisfaction, and providing feedback to the supplier.

Several limitations of this study should be considered together with the conclusion drawn above. First, the small sample size may limit the generalizability of this study. Second, some respondents found that certain questions were sensitive, particularly those relating to monetary terms. It might not have been possible to obtain comprehensive opinions from the respondents. Third, the results may not have been representative of the whole sample population because convenient sampling was employed to collect data in this study.

[^1]: Others refers to those not belonging to the above five types of hotel ownership. For example, some hotels were state-owned but their management functions were contracted out to external vendors.

[^2]: Rankings were based on mean scores measured on a Likert scale from 1 to 7 (*1=strongly disagree* and *7=strongly agree*).

[^3]: The maximum score is 5 and the minimum score 1; the higher the score, the greater the extent to which the respondents agreed.

[^4]: The results were presented as the mean scores of the adoption factors; the higher the mean scores, the higher the degree of agreement (1=strongly disagree, 2=disagree, 3=somewhat disagree, 4=neutral, 5=somewhat agree, 6=agree, 7=strongly agree).

[^5]: State-owned, collectively owned or shareholding hotels fully managed or franchised by foreign hotel management corporations are categorized as "Others".

[^6]: Denotes significant differences in mean score between sub-group testing at *p*\<0.05 level.

[^7]: The results were presented as the mean scores of the adoption factors; the higher the mean scores, the higher the degree of agreement (1=strongly disagree, 2=disagree, 3=somewhat disagree, 4=neutral, 5=somewhat agree, 6=agree, 7=strongly agree).

[^8]: Denotes significant differences in mean score between sub-group testing at *p*\<0.05 level.
